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Seattle Public Utilities provides essential drinking water, drainage and wastewater, 
and solid waste services to more than 1.5 million people in the greater Seattle area. 
About 1,400 SPU employees work with our community to provide affordable and 
equitable stewardship of our water and waste resources for future generations.  
 
The 2021-2026 Strategic Business Plan builds on our strengths, focuses our work, 
guides essential service delivery, and maximizes the benefit of every dollar. It 
reflects and responds to values consistently expressed by customers and 
community: affordability, sustainability, and equity. 
 
The plan reflects guiding principles that are at the center of our work ethic: 
understanding and responding to customers and community, ensuring affordability 
and accountability, addressing risk and resilience, enhancing equity and 
empowerment, and delivering service and safety. 
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Focus Area 
Progress 
 
 
 

SPU has chosen to focus on the following areas and 
corresponding highlighted investments. These 
investments are representative examples of how 
SPU will advance the strategies described in the 
Strategic Business Plan. Investments result in 
tangible infrastructure, asset, asset repair, or service 
and require more significant investment.  
 

The charts below display the performance of the 
total investments in each of the Strategic Business 
Plan focus areas and represent the percentage of 
investments hitting their targets. For Delivering 
Essential Services the charts represent the total 
performance for the metrics in each of the three 
strategies:   Strive for Best-in-Class, Provide Reliable 
and Rewarding Experiences, and Meet or Exceed 
Expectations, Requirements and Commitments. 

DELIVERING EQUITABLE ESSENTIAL SERVICES 

Essential service delivery represents the day-to-day 
services our customers and community need to live 
healthy lives. Ourt staff work year-round to deliver 
reliable water, drainage and wastewater, solid waste 
services, and Clean City services. 
 

STEWARDING ENVIRONMENT 
AND PUBLIC HEALTH 

Essential service delivery represents the day-to-day 
services our customers and community need to live 
healthy lives. Ourt staff work year-round to deliver 
reliable water, drainage and wastewater, solid waste 
services, and Clean City services. 
 

EMPOWERING OUR CUSTOMERS, 
COMMUNITY, AND EMPLOYEES 

Improving access to utility services, partnering with 
community organizations to increase livability and 
local opportunity, and cultivating and promoting a 
more diverse and dynamic workforce. 

MOL.?4O5.?6?4 APL PO6=6OXĚM 
BUSINESS PRACTICES 

The utility will examine its business practices and 
assess ways to improve service, be more efficient, 
and provide value. We will also use the best 
available science, data, and analysis to inform utility 
decision making and performance. 
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5.8% 
Distribution 

System Leakage 
!ƴƴǳŀƭ ¢ŀǊƎŜǘΥ Җмл҈ 

259 
Utility Discount 

Programs 
Target: Meet the Need 

 

.86 lbs 
Residential Garbage**  

Annual Target: <1lb/pers/day 

100% 
Clean City Collection 

Annual Target: җфр% 

2.59 
Sewer Overflows 
¢ŀǊƎŜǘΥ Җп ǇŜǊ млл ƳƛƭŜǎ 

 

Focus On 

 
We are committed to supporting our community, customers, and employees 
in building an equitable, sustainable, and just future. 
 
 BEST IN CLASS 
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FOCUS ON: Delivering Equitable Essential Services 

 

 

 

  

 

 
 

EXPECTATIONS, REQUIREMENTS, & COMMITMENTS RELIABLE AND REWARDING EXPERIENCES 

92% 
Water & DWW 

response*  
¢ŀǊƎŜǘΥ җ фл҈ 

90% 
Customer call 

response 
¢ŀǊƎŜǘΥ җ ул҈ ƛƴ о Ƴƛƴǎ 

 

93% 
Customer satisfaction 

¢ŀǊƎŜǘΥ җ фл҈ 

0.8 
Missed waste pick-up 
¢ŀǊƎŜǘΥ Җм ǇŜǊ мллл ǎǘƻǇǎ 

 

63% 
CSO Outfalls 
!ƴƴǳŀƭ ¢ŀǊƎŜǘΥ җ сн҈ 

 

2.27 lbs 
Garbage, Recycle, 

Organics**  
Target: < 2.5 lbs./person/day 

78% 
Customer Effort 

¢ŀǊƎŜǘΥ җ ул҈ 

21% 
WMBE Purchasing 

¢ŀǊƎŜǘΥ җ мт҈ 

13% 
WMBE consultants 

¢ŀǊƎŜǘΥ җ нн҈ 

Met 
Drinking Water Quality 

Target: Regulation met 

Met 
NPDES***  

Target: Requirements met 
 
 
 

 = Meeting Target  = Monitor 
 
 
* More details about the performance of these service areas below 
**Metrics for Residential Garbage and Garbage, Recycle, Organics reporting is annual, 
and there is a lag in obtaining the data. Current annual metric available is from Oct 2021. 
*** National Pollution Discharge Elimination System permits requirements for {ŜŀǘǘƭŜΩǎ 5ǊŀƛƴŀƎŜ 
and Wastewater systems 
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Clean City: The SPU Clean City team continues to exceed their target for responding to 
reported illegal dumping and removing graffiti from public property. In continued 
collaboration with City of Seattle, this year they have reinstated and expanded the RV 
remediation program to proactively address ongoing trash/debris, safety, and health 
concerns associated with clusters of 5 or more RVs, throughout the City. 
. 

 
 
Customer call response: Represents the percentage of calls to the SPU Customer Service 
that are answered within 3 minutes.  This metric is monitored closely, and changes in 
will drive decisions for how the phones are staffed throughout the day, to ensure 
customers are able to speak with phone agents with limited wait time.  This, along with 
other key metrics, will continue to be monitored closely as call volumes are expected to 
increase, ǿƛǘƘ {t¦Ωǎ ŜŦŦƻǊǘǎ ǘƻ ǊŜǘǳǊƴ ǘƻ ΨōǳǎƛƴŜǎǎ ŀǎ ǳǎǳŀƭΩ post COVID.  

 
 
Utility Discount Program: At the end of Q1 2022, the UDP had a total enrollment of 
35,844 households.  This is approximately 40% of the households that may qualify for 
the UDP program.  In Q1 SPU retired the self-certification version of the online 
application and replaced it with a new version that allows customers to upload the 
required supporting documentation with their applications. A new UDP application 
system will launch in the end of Q2 beginning of Q3.  

 
 
CSO Outfalls: SPU consistently meets or exceeds the annual target for Combined Sewer 
Overflow (CSO) outfalls. As part of the SBP, SPU has committed to increasing investment 
in the rehabilitation of CSO outfalls, along with other parts of the DWW system, such as  
sewer pipes and pump stations.  This rehabilitation effort will help reduce drainage 
asset and facility failures.  In Q3 & Q4 of 2022 SPU plans to have 2 Outfalls cleaned and 
initiate 2 CIP Outfall rehabilitation projects.   


